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Abstract 
The interaction between expectations and actual product performance produce 
either satisfaction or dissatisfaction. However, there does not appear to be merely a direct 
relationship between the level of expectations and the level of satisfaction. This study 
aims to explore consumer emotions in both positive and negative service experiences.  
As a result, using the critical incident technique, this study identifies and classifies 
the different types of emotions perceived by the end-users based on their own personal 
critical experiences in the past, both positive and negative, regarding the service 
encounters.  
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PREFACE 
Emotions are central to the issues of human survival and adaptation. They 
motivate the development of moral behavior, which lies at the very root of civilization. 
Emotions influence empathic and altruistic behavior, and they play a role in the creative 
processes of the mind. They affect the basic processes of perception and influence the 
way humans conceive and interpret the world around them. Knowing this, have led the 
writer to find out how these emotions, especially consumers’ emotion affect the sales 
income of the service providers.  
The research findings gave conclusions that consumers’ emotions in services 
context are affecting the sales income of the service providers. When the customers are 
satisfied, they tend to become loyal to that particular service provider, and sometimes 
also engage in a positive word of mouth communication, which increases the chance for 
the service provider to have new customers. In other words, there is a possibility that the 
service provider will have an increase in its sales income with additional customers. 
Customers are the most important people for any organization. 
 Customer satisfaction is at the heart of the selling process. One estimate is that it 
costs five times as much to attract new customers as it does to keep an existing one. The 
relationship between the customer and the organization is, therefore, an important one.  
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